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ABSTRACT

Consulting Engineers must be able to communicate withthe public

when their work, their project -- fhouz: designed for imms

suacen.y oecomes a public issue. oMore specifically when they nave to

Three types of crises are at issue: First, resentment and opposition

contract renggotiaiion

1

iggered by the anncuncement of a projece; second,
thaat reveals considerable added costs of a p
of a structure, resuiting in death or serious injury.

To handle these situaticas in relation 0 news media, the consuliing

engineer has {aree important guidelines:
i Doun't enter the situation with a chip on yocur shoulder.

Zz. Remember, news media pedpie are reasonable human beings.

up a specifiic procedure for dealing with the crisis
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consulting engineers become more and more involved
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situztions they should study daily and take appropriate action on these three

guidelines. This will better prepare them to meet these crises.




COMMUNICATING IN A CRISIS

¢

I wonder if you have ever considered the paradox that exists in

the world ¢f engineering.

Almost every day you create ideas and concepts and structures
and products that improve the general condition of society -- that take
us all another step forward on the road cof progress.

Yet cach step forward inevitably is accompanied by new problems,

9‘
s}

new inconveaniences, and sometimes even new dangers.

You design huge jet airports to betier serve a mobilie society --
but they disturb the peace of the neighborhood and create trafiic con-
gestion for miles around.

You design atomic power plants which might provide whole new
dimensions to civilized living -- yet hanging over these plants iike a smog
is the general fear of a horrible catastrophe.

You design 8-lane and 12-lane and lo-lane freeways 50 we can crive
our cars at 80 miles an hour -- and we kill more people with our cars than
we do with cur wars.

You design new bridges and tunnels and sky scrapers and subways

and shopping centers and apartment houses and office buildings, so that

fhe rest of us can live better and work easier and travel more conveniently.
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There's a great deal at stake here -- on both sides. The reporter

is asking legitimate questions. The press has the duty and responsibility

to present as much information to the public as possible on this kind of

event. Regardless of the inconveuience to you, he is doing his proper

I

job.

You, on the other hand, have an equal responsibility to supply

~

answers that are adegquate and accurate -- and, hopefully, to do so in a

0]

way that will properiy protect your reputation and that of your cliexnt

(assuming a client is involved).

Three Types of Crises

- - ke

Let's see how situations like this can be handied so that the re-
sponsibiiities of all concerned are fairiy met. I can give you some
specific suggestions and specific srocedures -- but I‘il be happy if I do
nothing more than get you thinking aboul the necessity of being preparea
to meet these crisis situations.

First, let's teke a2 guick lock at the kinds of crises and contro-

versies that might involve you.

C
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In broad terms I see tarece kinds © isis situations you might
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save to deal with. In chronological order, the first might be when you
announce the start of a major project. Let's say it's a major urban

development program. While you're stressing in your announcement the

.
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For any of a dozen good reasons, you find half-way through the

project that you have to make major changes in the design. This means

a whole new input of work on your pari that you hadn’t originally bargained
for -- additional studies, revised assessments, re-drawan dluepriats,

and so foria. And when the new materials costs and consiruciion costs
are added onto your increased fee, it develops that the new school will

) ol 27Tl meA AT T e e . ~ L L il S L
Nall Miiiidon Qdliars more than was O:lglﬁal'ﬂ/ ;Dau-1C1ch.
B

iddenly cost a
Now comes a barraze cf cuestions. Why were'nt these things

L T e ol . ol Y s T o~ - data & 2l A . -
thought of in the first place? IHow could this situation chang

ALl of these questions, of course, mpiy a certain incompeticnce

on your part. So you've got to respond positively.
ou got to ] if r cisions and Go it in v that will mak
You've got Iy your de o nawa TwW ke

the community willing to spend the exira monay.
y

For many engineers, this represents a crisis situation.

o

The third type of crisis, and the most dramatic, is the situat:

’T"' . L
s s

alluded to previously regarding the Chio bridge collapse.

or after completion. There may be injuries. There may be deathis. There
certzinly will be significant monetary losses involved. As I indicated

viously, this is the kind of situation in which you're likely to get that

@]

pr

telephone call in the middle of the night.




O

- 20 -

! TP e g 2D A en o
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T ey H o o~ ~ o - 22 PR e . .
Now let me comment briefly on the first iwo of these guleelines,

}

- %y e ORI J PR S . .
and «t more lengih on the third.
Perhans it is presumplious O me 0 even suggest tnat you migat

P U A S [ R SO ENRUS § I . P A X SR ITC SR, 3
be ‘'carryiag @ chip on your shoulcer' in some of your cealings witk the
sress. Yeblam sure tnere are times when that is truly vne case, even

J

thoush you might well disguise your irritetion. And no one can blarne you

T b
for bei

ing irritated as thev result of constant calls and cuestions, ot oad
wours, regarding an event that was completely beyond your control. If

there is some kind of trouble with your project, one of the persons most
directly effecied is you, and it's not easy having outsiders not only over-

look that fact but imply that perhaps the trouble is due to bad judgment or

even incompetence on your part.
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Be that as it may, it's important that the aititude you nresent to
the press be one of cooperation and sincerity. We must recogzrize ta

like it or not, the press has the rizht tc ask scarching cuestions on ax

- issue that effects the public welfare. ILiet me cuickly add tuat this right

oL Lallid LLglan
does not give press representatives the o;ﬁ‘;ion ci bein : rude or imsulting
in their questioning -- and, ia fact, few of them really are. Whon they
ask you for information about a pro

spotlight, they are doing exa 'cuy what they are sugposed o ce aoing.

most instances, the press wiil not be out to 'get you, ' ualess you give

o+ o O 1 - S omS e o T m s e Pt LT T SN, P T L R

them reason to be suspicious because you are being queruidus, reticent,
. St -~ e e e w~ '~ ~ - . £ R - - P

or uncooperative about answering thelr cuesticons., A4nd if, because 0 &

poor attitude on your part you get inio a iight with VO" r local media, I

- g
H

give you 10 - I right now you'lil icse.

Ceiad e - - - e e e S PR, = i ey =t s e - T
An aittitude on your part that ls any less than cooperaiive can On.y

rebound to your detriment,

Wrner you are in a trying situatic:, and fee. compeliled to vent
your impatience and frustration, I think it might hel to keep in *n--‘d that
rnost of the radio and newspaper and television people you might deal with

wre ¢ssentially reasonablie people. I don't really think the reporter who

calls you at z o'ciock in the morning to ask why your bridge fell apart




o~
Las g

& Co

Tl

ion

cigat

noinvesti

e
uv..o

e
Lials o

W Ca

(o]

KON

-

3
P)
4
[2]

ae

P
Lad

aswer on

-~
Qa

PO

KLOW

1S4

[0S

Co.iu

from

orne nint

O]

a

h

- JOR R T ~
crnent, ne woul

v

=~

&iuCe

e

N
i

0

AR}

k3]

T Y
id

FRUS Y

S em e

4
a

-
ad

T

kol
- vdka da

be honest

cp o 13T
YOL Ll

woul

-- and it

D)

ke wild

and ma

the

om

hoot fr

. RPN
cO ~

R
&
3

n
bt
d

B

ffere

S oL
-

rely G

2 e
oy

L.
L.

en

oL

ve

. s
2l Aad

when a

ter

owii,

S ECh
1O .l

v on tl

o
oG]

~
()

ay

Gaa

P

ing wi

[T ERet

you're

-
Naen

¥

)

the peo;

i& you

l:)

nat

<.

plion

ey

oL

facts

true

he

ng t

concern is

108e major

T
¥
pe

e w

[e)sP3
i




Lo e

<

Be Prevp

O]
n -
fe) o3 1
H 3 P
n ~ 1u r
- o3 a < )
LI 8 o5 y | o8
o AR ' oy 4 [N & ~ i . 1)) - ” o ol
£ 2 P s S A 4 _,mr ) . U o 5 o “ o o)
(R ) b @ 0] ) o I = 0 - ! o ] v > 4 °0
{ [ o n n o) o} [ ] 4 Q i3 o} ) v !
D o3 G ) mu o o 5 A D) i “ 3 R ‘ A 9] 0
A 5o SE S B B L LR B R
) o o, o w N ) 0 Y o] 3 o 13 e
¥ 9 9 >~ g o 0 9 2 o Q 4
[S] V] o @ [ 9 e v 1 N 1 o a 4
o e < e 3 m 3 ,.w_ . “d a 5 o
3 ) W g I HV 4 ‘ VC. H M“ ; o~ op
0 ¥ o NS R S RS B 2 a5
B3 s 9 QG d 0 9 S 2
5 3 EEN 5 IR R BRI | B S AT
T Ty ) d K 4 o H !
MH._ o HC V) ° V .,.w » f.w I 3 O, o — WM
o a g - S g Y9
! 4 @ ~3 o > o o vl 3 M“ -] B w Mu_ S >
R Q 3 o w3 m Dy ) Q 33 ~ 5] o
. e 9 - > 1 84 ) o) ¢ pet 43 P a
: o 3 © o 0 Q b4 A 3 A @ ) ™ ]
' H 3 0 0 U} I 4 r HN o ) oA Y 0 "y
(o] v 3 ) 14 4 ! 18] $q g =4 D
' “ o : N e i $ - ' “ o 3 ay o) T Y
: T+ il 3 5 M 9] $4 " O .4 Qy e W
i . . O O o a Q 0 4
3 4 : ) 2 3 S
v I8 >~ 0] ) 4 4 ! > Iy
D] 2] - 15 D) X A Q KB -
. o 3 i i i [ o 13 (9]
3 S S A
& : : o i . ¢
) . ,b. 0 By C. ot Oy et o " W " v
%) m [0} - : 3 3 o I8 o o S b m W
- -3 3 ~ w0 v 4
¥ A e 3 ) 3 < a o PN .
5 oy I ® 4 g o5
=~ S . » byl g o B IS
4 § 7 a g8 h o NIRRT SR A
KB o . o A Q [} 5 D 0 ord Q R &
« ) 7 s > Z H =~ . V) ) e
& by i Q w o O =z A~ ¥ © o 4 &3
N 3 43 e A o 0 A Q 9] i3 ) “ ‘
Q.u_ ~.Q AR . N.&.. .A { mw_ ,_f\“ .T“ mu/ [ 1& n.\w AW
or 4 [BF] % 3 Oy . o «
@ SR B L T - BT
o Q = 3 o 0] Gl "3 G vt ® 1) m '3
& (o] nd = 0] &) O M.. ot )] oA o vl [ K -4
:nu o 1@ 1 | o N o % m ' .m . ] .u 3 o [9) 3
- b - o .. i W
5 A | 4w @ N N h 50
3 43 Q ot 0} o 3 I 0 i3 3 ‘A e} 1 ]
2 « 3 [ ) o .nm __ a wd Q bt 0] 3 0 4 19}
=) ) Q SRS B 3 VA a T S R o > .
0 d.. ne 32 A " 9] a ,m e 3 A 0 « v mm m vm
, &« 8 0 e y IS S B :
3 . 54 . ) IS 3 A 1 o a
|4 Je E fe) o 24 D ' C. mﬁ ..DA_ ] 4 N 4 o] o ) aQ
rd ® ) o3 ’ 5 o T 0 Q - S IR ¢
G m.v 4+ mu w o3 51 R A i " .g__ vi3 w ) ) _w.
i o3 N 10} L i 3 §3) 3 3 RS @0 3 ! ;
o [0 0 t v RS ’ 3 @ v 4 O
. . h ) ot 1 » o a4 - [») v
P ~ o Z m P 9 A 0 ] Q S 2] O " v
& " HH\- 1 3 n ord k) in - T4 %) v 4
4 B9 4088 3 - 5o Ao -
' 4 . ¢ - -
Q [ r I
g m 0] o q 0 o w N “ oS 2] oy o
L 3 ke Q Q) ) s [} [ ! ; o1
O 43 = = ! N H 3 > ) BN
L] ! @ O 33 3 o D) : ! nu ) 5
5] 33 0 o} 1] 0]} Q U} 0 IS ) 1) . ) %]
o0 o o - v ENENE S8 4 g I O = ¥

tatively about it.

vy and authori

m T
ad bk

)

2

ada S Cu

nte.

can comment 1

PN

. 4 .
50 ToLT



Incidentally, it would be a good iice icr your spokesman to have

{y
@)
[¢
o

with him at all times a list of ames and home teleshone numbers

of the key people engaged i~ Larticciar project. . :ler not only to
other ‘pe0ple in your firm but toc the client people involved and to the other
engineers and construction people involved. If questions get down to real

-

specifics, he may well have ©0 call on someone wio has more depth know-
ledge than he has, and he'll want to be able to reach him quickly.
Fourth, establish some ground rules for dealing with the press.
For example: |

Don't make any statement to the sress unless you know
it's true. No conjectures. No ''as I recall...'" No "I think
what we did was..." Know your facts before you speak.

Don't be pressured into making quick statements because
of the urgency of the moment -- such as at 2 o'clock in the
morning while you are still half asleecp. In this position, your
answer should be something like this: "I just learmned about
this event. I don't have the facts. I don't know what really
happened. Give me a chance to find out and I promise I'll
get back to you as quickly as possible."

Don't, in any way, refuse to answer. Simply postpone

your answer until you have something concrete to say.




In any statement you make, remember the public interest.
The information you supply should be presented in such a way
that it is ciea;‘ that you know and understand the public interest
-- and that you are ready and willin ng to serve this interest.

In your statements, don't use professional jargon.

Explain things in terms the man on the street will understand.
If you have to use an occasional enginecering term, explain it.

On the other hand, don't "talk down' to reporters. Don't
think they know absoclutely nothing about construction or
engineering. Assume they Lave at least a general understanding
of the project involved; if they don't, they'll let you know quickly
enough.

Don't try to cover up. In any situation which is in the
public spotlight, the truth will out sconer or later. Better it
be sconer, and from you, rather than later from a source that
can prove or imply that you were dodging the facts the first
time around.

When you make a promise t{c a reporter, keep it. If you
tell aim you'il call him back when you have more information
-- call him back. If you've promised him a personal interview
when things have quieted down a Bit -- follow through. It is

periicularly important in these situations to establish with the




-6 -

-

press that they can rely upon you -- that they can trust you.

Play square with them, and they'il remember it wher they

&J

write their news stories.
if you have a client involved in ine situaticn, make sure

you have some arrangement for clzariang vhings with him.

Obviously you don't want to say scmetiing for public consump-

tion that could make your client .ock fcolish.

i . - e BT e
Vhen time and the situation permii, it would be wise

t0 have your statement checked by your own iegel counsel.

Thai’s just seli-protection. Hepelully, you're not saying

1]

toings ihat can be thrown right back at you in a law suit., I

suggest, though, that you do not let your lawyers set policy

in this regard. Too often lawyers tend o be conservative

and ciose-mouthed in tight situaiicas,

I thirk that these rules, and perizaps one or two others I haven't
mentioned, are pretty basic and therefore applicable to just about any
gituatior in which you might beccme involved. On top of these you will

want to ada some procedures and rules to it your particular circumsiances

v

-

-- and experience will dictate what these chould be.
As I szaid before, I think the 1mJorca1¢ thing here is that there be
a set, known procedure in your organization which can be folicwed when

troucle arises.
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Using Profession Counsel

It has been diplomatically stzgested that I menticn another approach

o

“
(@)

you can use in meeting these commuunications crl

humility, I will be heppy to talk about it in the two ¢ €

ing. I refer to wutilization of uLDl.LC relations counsel to assist you in

{ is my admitiedly prejudiced opinion taat putiic relations counsclors

Lnca o omr T m A oF oTd X e T [P R
do for any kind of ciient. DHutl iest l be critici

PN AR S o~ Tm e de T xy o 2. . s J O TP
mercial, I'il talk oniy avbout how a wubiic relations agency might nelp you
J 7 7

) = n A o 3L~ Tedom 2 £ 7 ol - -2 T TP A [
deal with the specific kind of problem we're talking aboyt nere -- comrmuni-

PO T P A LR - s A Jrs ; . 8 P . iy e e
tLESE SiTiatilns Le U0 pTrovide aqvice an counsel. LoL'G nave sOmnedie O

PR [ FP L R 2 PR y UL T g ke PR Y G
21X O WLO 18 KaOwisggZeaplie avfut the Sasit prosiein J.."\/v ved -~ comraunications.

I think tais advice wouid ce nelpful To you im two basic ways. Iirst, your pr

- - .- . - : - . r

i P e e A S - R P U UL S NP, AL P . [ PR N
C‘u‘il‘;'ael WoG.4 9C ...I'lulmawc.fy farmiiier Witk the tecnniciss Ol COMmIIGLiCations.

[oer}

He would know how to tell your side of the :ztory in appropriately simpie

3

w

lanzeage., e would know the best ways and means to get your siory azio
o lie variots media you're dealing with, He would kaow how to write a
statement or 2 aews release or a speech thal would Lest preseat your

ar_ wment. e would know the teciznical prozedures for dealing with news-

pancer and radio and television reporters. inally, in most cases he would
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